rﬂﬁgmﬂggnm_:w!___.mmtg aam
G- p-Cha imad &l no tabar than 31 March 2015

Complata and metum bo: e

Practice Name:  CUSTOM HOUSE SURGERY

Pracice Code: ~ FBA047

Signed on behall of practica:  Karen Cakmak ﬁu_.rn..r_u.h:h? Date: 30™ Masch 2015
Signed on behall of PPG: Verica Desl V' 5 [ eall, Date: 31* March 2015

1 Prarequisite of Enhanced Service - Develop/Maintain a Patiend Participation Group (PPG)

Doas e Pracsos have a PPGY YES

Method(s) of engagemant with PPG: Face bo face, . Emad, Cerad (plasd apicty)

o T i oo S e s Al s o e
Mumibs of rembens of PPG: 13 mambers cunmantly -

Dwrtind o gandent mix o prascticn pogetaton and PPG n-lll!-:tﬂiﬂﬁ?ul&luuﬂ_
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Diefadl the ethnic Background of your praciios population and PRG:
site Ablack

B

Wish | Gypsy of Insh | Othar White Sblaci Whita | Other
trareedon Carkbean | African Adsian | erixed
(Pracics [ 2% | 1% | 0% .ﬂ.m*u — 1% % % 1%
| [PRG B4 G . = |
: — Irltl_-l. _ = ] TE I E
Frachos | % T s Fal 2% | oW 7% 1w | i% %
Describe steps iaken fo ensure that the PPG is representative of the practice population in terms of gender, age and ethnic

background and other members of the practice population:

The practice works hard to engage patients of all backgrounds and makes efforts to engage in particular with those groups
within the practice pepulation who have larger representative numbers, However, we also wish to represent other non-
athnic based groups such as disabled people. We are fortunate to have a disabled member in our Pationt Participation

. Group who can put forward the points of view of disabled patients and work together with us to improve facilities and
| services for this particular group.

| Are theda any specific characteristics of your practics population whiach means (hal olber groups shoukd be included in the PPG?
. 8.9. a large sludent population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community?

¥YES — a younger population has bean highlightod

= Bl T
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successiul:

Significantly we have endeavoured to recruit younger members of the patient group via our well-attended Young Porsons
sosslons run by Dr Eleanor Shore. Even though membors have not committed to join the group as such currently Dr Shore
ongagos those younger patients with the practice through the sesslons and encourages patients to give feedback to the
Patient Lisison Manager and the Practice Manager where appropriate. Wa continue to reach out to young pationts and are
thinking about ways we can further engage with them. Ono such suggestion is a dedicated Young Persons PPG — such as
is done in other organisations like student bodies/parilamentary bodies/police service ete, and this is something we will

facus on in the coming yoar.

In order to bring patients and groups from all backgrounds and groups together the Practice has bagun 1o organise a
 range of ‘information’ meetings, the first of which took place on 17" January 2015. This was hosted at and by the practice
| with visitors and speakers from the charity Cancer UK, to give information to pationts on new cancor campalgns and in

_“ order to de-mystify a diagnosis of cancor. The speakers also wished to encourage pationts with possible symploms to

| sook advice from their doctor at an early stage. The session was extremely well received and was attonded by patients as
well as clinical and non<clinical staff, The practice plans to continue with these education sesslons as it has done in past |

years for patients with long term conditions such as dialsetes.

2. Reviaw of patant ieadback

Outline the sources of fecdback thal were reviewed during the year
Feedback from padenis was soughl ab severnl poines thioughoul T yedr

Fatient surveys organised by the Borough

Intermal déscusshons arranged by the practice
Discussion sessions darieg lace 1o face PPG mestings
Friends and Family tosi fesdback
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. Action plan pnonty areas and smplemanation

Description of priocity arsa:

It was highlighted that reception staff have been under pressure to provide appointments. When there is a limited
Aumbaer and there ane no more available the staff sometimes struggle to deal with the frustration of patients and this has
manifested itself through thelr own negative behaviour. The patients did however acknowledge that the staff are doing

thair bast in very difficult imes,

What actions wiare laken o address the priarity?

Staffl training in customer services was arranged, as well as courses in dealing with stressful situations, managing
patients’ omotions as woll as thelr own and a range of topics to give them the tools 1o be able to cope with the daily

stresses of front line work.

Rasull of actions and impact on patients and carers (including how publicised);

Tha training appears to have boon benaficial, Patients seem to roport that the service from reception staff has improved
and there is an undorstanding that the role of frant line staff is a difficult one, The results of this pricrity area were

discussed at a PPG maeting In January 2015,
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Description of priarity area:
Lack of appointments for patients

What actions were taken o address tha prionty?

Due to Increased demand and difficulty with clinical staffing lovels (dus to various reasons such as long term sickness
and compassionate leave and doctors leaving the practice] the surgery has had to look at ways to manage the draln on
resources. Doctors now do the on-call duty for a half day only (previously they did this all day) therefore sharing the

- workload botween colleagues. The practice has looked at other ways of meeting domand such as Increasing telephone
triage appointments where a doctor calls the patient back to discuss their medical need.

Resull of actions and impact on patients and caners {including how publicised):

There has beon sorme success with this, however the lack of doctors currantly at thoe practice due to retirement and other
factors is continuing to have an impact. Patients are kept up to date with the situation when they call in or attend at the

practice, as well as discussing this at subsequant PPG meotings.
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Description of peionty anea:
Mot being able to get through on the Wlephone o the practice.

w_..EEMnE:nEHE!E!EEqIEEiE_

The telephone system previously In place had a “voice card” system which meant that whon patients phoned in during
particularly busy times [especially the momings) they would be taken to a message inferming them that the phones are
busy and thelr call would bo answered as soon as possible. However, this maeant that patients were frequently having to
hold on longer as during the time they were belng glven the message another caller could phona In and take their place.
To address this ssue a new telophone system with a more up to date vorskon of voice cards was purchased by the
practice and installed, Mow pationts who phone in and have to wait are reassured that they will not lose their place in the

mm__it__"iln_u.niiﬁ impact on patients and carers (including how publcised):

in the main, the new system has been an improvement for patients and they now gel through in a fairer and much

quicker fashion. Some patients are still unhappy with the system but this may be due to sheer volume of calls at busy
times. The practice works closely with the provider of the telophone equipment and lines to ensure that this Is In .
working order and if any complaints come through these are checked with the telephono company immadiately.
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Progréss an previous yaars

15 1his the firsl year your praclice has participated in this schama?
MO

| 7am to Zamn.

‘We have alvo responded fo working people’s needs by emurieg that we have a 'wallk in' vmear session avatable for women beth in the
ilots |frevn T 30um] and aha Later in the day (after Bpm). These are oMened by both nurees and doctors,

If you hawe participated in thes scheme for more than one year, outline progress made on issues raised in the previous yoar(s):

In cur previous feedback from patlents, they have suggested that we implersent earty marning apgedniments, Both for working people and for thene
heeding have "atting” blocd festy, This has been put in place in our extended houry’ grovitlon when 3 nuree sees patients two Mornings a week bam
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4 PPG Sign ON

Roport signad off by PPG:
YES

Date of sign off: 31" March 2015

How has the practice engaged with the PPG:

How has the practice made afforts (o engage with seidom heard groups in the practice population?

As already outlined we have made efforts to engage with our younger pationt community threugh our Young Porsons

I Chnle. Wo look to engage all patients but have worked hard to get feedback from disabled patients, both through the
forum and speaking fo individual pationts on a ene to one basis. We are currently looking at installing ramps at the back

of the practice to make access sasier jwe already have disabled access to the front of the promises).

Has the practice recenved patant and carer feadback from a variety of sowrces?

The practice receives fecdback from both patients and carers in a number of ways. Surveys given out in the practice,

discussions at the PPG meetings, telophone conversations held with the Practice manager and the Patient Liaison

manager and the Friends and Family test

Was the PPG involved in the agreemant of prority areas and the resulling action plan?

YES. The PPG have besn fully invelved in the priority arcas,
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The telephone system and customer sarvice from front line staff have definitedy improved as & result of the action plan. Lack of
appointments is still an ongoing issue and the Practice is working hard 1o Iry different ways of meeting and managing patient

Do you have any other comments aboud the PPG or practics in relation 1o this amea of work?

The practice has engagoed with the patient group in other ways as well as improverments to our senvice, For example, wa have
encouraged cur patients 1o get involved in our fund-ragsing for chanties and this year we have taken part in the ‘bucket challengs'
and coffes mornings to raise much needad funds for Macmillan nurses and cancer care. Thi patiants have been very supportive
1o us in our charitable work by donafting what they can (money, cakes, lime ebe.) and this has been seen as & very positive step by |
the group. Staff raise funds theoughout the year via many methods, and give from thelr own salary on a weekly basis which sees
many hundreds of pounds go to a local chanty each year. The patiants are very appreciative of this and oftan the practios
choosas a charity which is mpontant 1o one or 8 number of our patients. Wi will continue to build these strong bonds together 1o
miaka our patient and prachce communities more cohasive.

N e —————

sssss



